The continuing relevance of the library as a third place for users and non-users of IT: the case of Canada Bay by Houghton, Kirralie et al.
This is the author’s version of a work that was submitted/accepted for pub-
lication in the following source:
Houghton, Kirralie, Foth, Marcus, & Miller, Evonne (2013) The continuing
relevance of the library as a third place for users and non-users of IT : the
case of Canada Bay. Australian Library Journal, 62(1), pp. 27-39.
This file was downloaded from: http://eprints.qut.edu.au/56428/
c© Copyright 2013 Australian Library and Information Association
This is a preprint of an article whose final and definitive form has
been published in the Australian Library Journal (C) 2013 (copyright
Taylor & Francis); The Australian Library Journal is available online at:
http://www.tandfonline.com/loi/ualj20
Notice: Changes introduced as a result of publishing processes such as
copy-editing and formatting may not be reflected in this document. For a
definitive version of this work, please refer to the published source:
http://dx.doi.org/10.1080/00049670.2013.771764
	   1	  
The Continuing Relevance of the Library as a Third Place for Users and Non-
Users of IT: The Case of Canada Bay 	  
Kirralie Houghton, Marcus Foth and Evonne Miller  
This paper has been double-blind peer reviewed to meet the Department of 
Innovation, Industry, Science and Research (DIISR) HERDC requirements. 
 
Abstract 
Purpose: The purpose of this paper is to consider how libraries support the 
development of community networks both physically and digitally. 
Methodology: A case study methodology includes a combination of data about the 
library and qualitative interviews with library users considering their experience of 
the library. 
Findings: Libraries act as third places spatially connecting people; libraries also build 
links with online media and play a critical role in inclusively connecting the non-
technology users with the information on the Internet and about digital technology 
more generally. 
Practical implications: The paper establishes the value of libraries in the digital age, 
and recommends that libraries actively seek ways to develop links between the non-
technology users and activity on the Internet. It addresses the need to reach these 
types of non-technology users in different ways. Further, it suggests that libraries 
utilise their positioning as ‘third places’ to create broader community networks, to 
support local communities beyond existing users and beyond the library precinct. 
 
Implications for Best Practice 
• The physical place of the library plays a critical role in the community, but 
this community may not be limited to geographic or council areas.  
• Connecting people with the library as a place, through social media (and other 
digital technologies) has the potential to broaden the community base and 
connection of a local area. Development in these areas requires staff 
development and technology resources. 
• Explore options for connecting non-library users through technology; web 
interfaces are particularly relevant; design and integration of resources should 
be explored. 
• Displaying and sharing social media on large screens within the library may 
provide an opportunity to share involve the non-technology users of the library. 
• Making unfamiliar technology accessible visually is an important step for 
connecting some non-technology users. Libraries need to remember not all 
their members will be connected to these technologies. 
• Communities can benefit from libraries actively investigating ways to build 
collaborations within their communities for small business and creative 
projects. 
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Introduction 
 
Historically, libraries have been responsible for acquiring, managing and providing 
access to information. For over 6000 years they have been serving as repositories for 
community information (Church 2009). The shift to online information in the digital 
age has forced libraries to adapt and evolve, in some cases having to justify their 
existence in a pervasive and infinite information environment.  The continued 
relevance of libraries can be argued in three ways:  
• they are important physical places for the community at large (Bryson, 
Usherwood & Proctor 2003; Buschman & Leckie 2007; Ranseen 2002); 
• they actively develop community networks and social capital (Clodfelter 
2005);  
• they provide a bridge across the digital divide for those without access to 
technology (Russell & Jie Huang 2009). 
 
The purpose of this paper is to consider the ways in which libraries provide links for 
people into community networks, both physically and digitally. Through a case study 
of Concord Library, NSW a picture of the public library as a hub for community 
networks emerges. It asks how library users build community networks and how 
digital technologies support or enhance these networks.  Framed in the context of 
people, place and technology, this paper will first present the context of libraries as 
social places and secondly, libraries as technology hubs. The paper uses the case 
study to draw conclusions on the role of the library as a community hub for 
networked interactions, presented along with recommendations to build the capacity 
of the library in this role. 	  
The context of libraries as social places 
 
Libraries function in a variety of different roles, reflecting their community and its 
needs (Buschman & Leckie 2007). Libraries typically offer more than just books 
(Griffis 2010), they are places where people meet, socialise, and connect to 
community (Aabø & Audunson 2012; Buschman & Leckie 2007). Oldenburg (1989) 
would refer to them as ‘third places’, not home (first place), not work (second place), 
but one of those other places where people hang out and connect with others. 
Oldenburg suggests that these places are vital in that they build social capital and 
become the ‘anchors’ of community life within urban contexts. Their capacity to 
facilitate and foster broader, more creative interaction makes them valuable for the 
health, wellbeing and liveability of urban environments. There are eight 
characteristics that Oldenburg outlines that make a ‘third place’:  
• they are neutral ground and there is no obligation to stay or go;  
• they are levelers, that is, there is a sense that social status does not matter in 
this space;  
• the main activity in the space is conversation;  
• these spaces are accessible and accommodating;  
• they have regulars who set the mood of the place;  
• third places have a low profile, they are not pretentious or ostentatious;  
• they are rather playful in nature;  
• they provide a level of belonging that feels like a home away from home.  
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Public libraries in many contexts display these characteristics and can be described as 
third places.  
 
Libraries are places layered with meaning and stories of how learning and community 
have been shaped in their specific urban context. There is a growing body of 
knowledge about the shifting role of libraries to become social, community places 
(Bryson et al 2003; Hayes & Morris 2005; Morris 2005). People deliberately seeking 
out libraries as places for social connection (Bryson et al 2003), for leisure (Hayes & 
Morris 2005), for learning (Hayes & Morris 2005), even habitat and refuge (Lincoln 
2002), and as a place to give back to the community (Fidishun 2007). 
 
The role of public libraries for the development of social capital and community has 
been an area of interest for researchers including the work of Ferguson (2012); 
Johnson (2010); Varheim (2009); and Hillenbrand (2005).  Patronage of libraries is 
increasing in spite of the easy access to the Internet. People still seek out the physical 
library buildings for information, leisure, and social interaction, providing evidence 
for the importance of libraries for social capital and community development. 
Varheim, Steinmo and Ide demonstrate in their research that one of the fundamental 
elements of social capital is trust (Vårheim et al 2007). Their quantitative data builds 
the evidence that public libraries build generalised trust within communities by 
mixing a diverse range of individuals in a truly ‘public’ place that is open to all.  
Libraries and technology diffusion 
 
Libraries have a growing interest in providing access, education and literacy training 
to prepare the community to navigate and negotiate the digital age (Forsyth & Perry 
2010; Jehlik 2004; Ranseen 2002). Reducing the digital divide and ensuring adequate 
community access is a key motivator (Hull 2003). As well as ensuring life long 
learning for digital literacy libraries assist the community in their navigation of the 
new information environment. To own technology is not enough – one must be able 
to use it effectively for it to have value.  Libraries are taking on expanded, more 
collaborative roles in the creation and dissemination of knowledge, a key trend of 
libraries in the 21st century (Given 2003; Jehlik 2004). Not all library users will need 
this level of assistance; the experience of the self-reliant person has also been noted, 
this person is exploring technology and making their own discoveries (Fidishun 2007). 
These users need a reliable and trustworthy source of information and user friendly 
designs to accommodate their information requirements. 
 
The classic model of Roger’s ‘Diffusion of Innovation’ (Rogers, Medina & Rivera 
2005) demonstrates the pattern of technology uptake. The first 2.5% of people are the 
Innovators quick to try and explore something new. Early Adopters are the next 
13.5% of the population. The Early Majority then comprises the next 34% and the 
Late Majority is also about 34%. Finally, the Laggers make up 16% of the population 
who do not take up the technology until it is well established, if ever. In the library 
context the late adopters and ‘laggers’ are of critical interest as they are most at risk of 
being separated by a ‘digital divide’. However, assumptions about the reasons for 
non-use should not be prematurely drawn, and to categorise all ‘laggers’ in the same 
context could be misleading in that the expectation is that all will eventually be users. 
We look here to the work of Satchell and Dourish (2009) who present a series of ‘six 
forms of non-use: lagging adoption, active resistance, disenchantment, 
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disenfranchisement, displacement, and disinterest.’ Each form has their own 
motivation or justification for non-use and will react differently in relation to use of 
technology, including some who will never adopt technology (Selwyn 2003). 
 
In considering the library connections between people, place, and technology, 
understanding the relationship and cultural interpretations of early adopters and active 
resisters helps to understand the cultural relationships with technology (Satchell & 
Dourish 2009).  This case study seeks to explore the interrelationships of people, 
place and technology within libraries to support the effective positioning of libraries 
to meet these developing needs of communities. 
Methodology 
 
The use of the case study approach in this research allowed for a variety of evidence 
about the function of the library and the values of users to be drawn together in a 
concise and meaningful way. The case study as a method has the epistemological 
advantage that it provides a basis for naturalistic generalisation (Yin 2003; Yin 1998). 
It involves understanding the experiential context of social matters and was chosen to 
best relate the lived experience of the community’s networked interactions in the 
Concord Library context.  
 
Cresswell (2004) refers to the case study method as a means of exploring issues 
within a setting or context. Within this bounded system, the use of multiple data 
collection casts light on the setting in a multifaceted way. Yin  outlines six methods 
for data collection in case studies, and these are shown in the following table. Beside 
Yin’s six categories the corresponding data sets for this case study are listed. 
 
Table 2: Data sources for Concord library case study (adapted from Yin 1998) 
Yin’s case 
study data 
Concord Library case study data 
Documents Canada Bay Library Services Strategy plan 2012 – 2017; State 
Library NSW comparison statistics. The library’s review of 902 
survey questionnaire responses and results of 14 focus groups 
conducted by library staff included in the strategy plan 
Records Minutes of community steering committee meetings 
Interviews  20 in-depth, semi-structured interviews; informal conversations 
with librarians and café staff;  
Detached 
Observations 
From within the library.  
Participant 
Observations 
Within the strategic planning community consultation steering 
committee. 
Physical 
Artifacts 
The physical setting of the library and surrounds. 
 
The in–depth interviews are the focus of the case study, supported by the other data 
sources to contextualise and create the narrative of the Library’s position. However, 
in order to provide contextual richness in the data analysis and to verify findings 
through triangulation, the other data sources (listed in table 2) were also used 
including the findings of 14 focus groups run by library staff, and the library’s 
community survey of 902 responses. The researcher was invited to participate in the 
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library’s strategic planning community steering committee, and given permission to 
make observations of these meetings as well as observations and interviews within the 
library. Semi-structured interviews were held with library users in the public areas of 
the library, over a two day period. These varied in duration from 30 minutes to over 
an hour. The following table 3 shows a summary of the interview participants’ 
information. The questions were focused around the development of community 
networks in the library, as well as the opportunities and barriers of information and 
communication technologies [ICT] within the library context.  
 
Table 3: Participants socio-demographic profile  
Code* Gender Age 
range^ 
Occupation Main motivation for library 
use  
P1 F 25 – 35 Parent of toddler Story-time, café 
P2  F 25 – 35 Parent of toddler Story-time, café 
P3  F 30 – 40 Student and parent Quiet space 
P4  F 20 – 30 Student Desk space, quiet and 
resources 
P5 M 30 – 39 Freelance worker Desk space and cafe 
P6  M 45 – 55 Worker Internet access and social 
contact 
P7  F 45 – 55 Part-time work Café and borrowing books 
P8  F 40 – 50  Worker Café and borrowing books 
and magazines 
P9  F 65 – 75 Business owner  Reading newspapers, 
borrowing books, author talks 
P10  M 65 Semi retired – part-
time work 
Borrowing books and 
Magazines 
P11  F 65 – 69 Retired Borrowing books, author talks  
P12  M 55 – 65 Retired  Meeting friends café and 
author talks 
P13 – 
P20 
F 60 – 89 Retired Knitting Group 
 
The interviews were recorded, transcribed and later coded for analysis using Dedoose 
software and thematic coding (Guest, MacQueen & Namey 2012). Ethical clearance 
was obtained through the University Human Research Ethics Committee and 
participants were given a briefing of the research and their rights prior to obtaining 
their consent for interviews. 
 
Limitations  
The research was limited to one library and a relatively small sample of library users 
(20) obtained for the in-depth interviews, limiting the breadth of the views expressed. 
As the research focused within the library, with existing users, it is not surprising that 
the perceptions presented are positive towards the library. In order to balance both of 
these issues and to gain a more balanced view of the library experience and non-
experience, other data sources such as insights gathered from the community 
questionnaire that went beyond library users and covered a broader cross-section of 
age and gender, were used. The research also focused on active library users and did 
not investigate motivations for those not engaged with libraries. 
	   6	  
 
The Case Study  
Context of Concord Library 
 
Canada Bay City Council is an inner Sydney metropolitan council with a population 
estimated at 77,010 in 2011 .  
 
Figure	  1:	  Map	  of	  the	  location	  of	  Concord	  Library	  
	  
 
The area is currently experiencing population growth and an increase in density with a 
number of major developments where industrial land is being converted to residential 
developments within the area. Concord Library is one of the two libraries to serve the 
local council area. The following table of library statistics provides a snapshot of the 
library size and operation. 
 
 
Table 4: Canada Bay Library Service Statistics 
 Canada Bay Library 
Service 
New South Wales State 
averages 
Visits 469,704 286,388 
Staff 7 Librarians 
23 All Staff 
7.5 Librarians 
 23.71 All Staff 
Expenditure $ 2.9 million approx. 2.7million 
Expenditure per capita $36.5 approx. $45  
Computer Terminals 51 29 
Computer Bookings 86,505 42,231 
Computer Hours 51,312 33,867.5 
Source: Adapted from NSW State Library Public Library Statistics  
 
The area is linguistically and culturally diverse, and has a higher than State average 
take up of Internet, online services and mobile technology. 
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Case Study Findings 	  
The research findings are described under the headings: People, Place,  Technology 
and Geographic Boundaries. They draw on the various data sources, presenting the 
narrative of the case study. 
People: Building community interactions into networks 
 
A group of eight older women gather with a buzz of chatter and the click of their 
needles. They have appropriated the seating on the upper level of the Concord Library 
and gather to knit for ‘Wrap With Love’ – a charitable knitting program. Some are 
here to ‘give back’ to their community, some ‘for the outing’ and another – as her 
friend explains – is here ‘to improve her English, although she only speaks to me 
because I speak Italian too’ [P18]. These women meet weekly and exchange news, 
share health related stories and arrange social outings together. For some of them, it is 
where they get their main source of community information. For others, their only 
link with other generations as they mischievously recount how they disrupt the senior 
school students’ study with their talking, ‘they were only pretending to study’ [P13]. 
They also gleefully retell how they taught some younger girls to knit. 
 
The knitting group is one of the community groups that run within the library. It is 
supported by the library staff and provides a rich form of social interaction, creating 
social connections between these women that extends beyond the library. Similarly, 
the author talks run by the library were fondly referred to in interviews as a place 
where they meet up with people in the community with similar interests. The author 
talks and the high school study talks were instigators of a network of partnerships 
between the Library and other organisations including the local schools, bookshops 
and the Commonwealth Scientific and Industrial Research Organisation (CSIRO). 
Other connections with organisations like the Smith Family charity who supported 
homework help for the culturally and linguistically diverse community (CALD), 
Wrap with Love charity and the Council’s Economic Development Unit which 
provided the Small Business Book club were all valued by staff and community 
within the library’s strategic direction. These connections play an important role in 
building community networked interactions and position the library at a physical hub 
of these interactions that cannot be easily replaced with an online-only counterpart. 
 
Some of the responses to the community survey also mentioned the value of the 
library as a ‘community hub’ and it was mentioned as a gathering place for the 
community to meet and interact, whether for activities or events.  Quoting one 
respondent who compared it to the ancient Greek agoras where people would meet to 
learn, to be entertained, to debate, ‘How can I say it? Informative, it is the old agora. 
The agora – the meeting place for young and old’ [P9]. These events become the 
lived experience of the library connecting people and creating a sense of place.  
 
Place 	  
Many of the participants exclaimed how wonderful the new library building was. It 
was built in 2008, replacing two older branches, Concord and Concord West. The 
open plan architecture of 2030m2 over two levels, large windows for sunlight and 
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inclusion of a café were referred to as special features. Respondents repeatedly 
referred positively to the sunlight, even if they did not like other features. Compared 
to the ‘old crowded library building’ some of the regulars noted that there was an 
improvement to how they felt about the library. Others had not considered visiting the 
old library but had been more attracted to the new building, and as one interviewee 
noted ‘I am gob smacked, absolutely gob smacked … it is amazing and it is all free’ 
[P12]. This awe of the space meant the user found great pleasure in spending time in 
the space and although this was not one of the participants who used the community 
groups, the pleasure of the space meant he was open to spontaneous conversation and 
interaction with other library users. There were other interviewees who just enjoyed 
being in the space, ‘I feel good when I come in’ [P7]. In several instances it was part 
of a regular weekly routine and valued as a space to spend time not particularly in 
relation to anyone else, but watching the activities of others provided elements of 
interest and vicarious socialising. The group of older men who regularly visit the 
library declined to talk about their routine, but others library visitors noted they were 
always there every week to play their board games and socialise. One respondent who 
used the library for online business found that the informal socialising was, for him, 
the important element of the library. Rather than work at home he chose to be in the 
library to be with others. Conversely, there were interviewees who like to remain 
anonymous in the library and came to the library for privacy to create a separate space 
of their own outside the context of home, a refuge or escape.  
‘I just want a quiet space for myself to stay away from home, telephone, 
parents, the children, I absolutely don't need the people’ [P3]. 
Another of the older men said he always came, it was part of his routine, his 
comments reflected a familiarity with others around him even though he chose not to 
engage in conversation with them. 
 
The different expectations of individuals within the library space, create a complex 
layering of meaning for individuals in the library spaces. Finding the right balance 
between quiet study spaces and busy social activities was repeatedly mentioned in the 
community strategy meetings. As a result, the Library strategy included the 
installation of furniture, book shelving, and equipment that can be moved and 
rearranged, the purpose being to create flexible spaces that can be re-appropriated for 
different activities at different times. 
 
Some interviewees liked the idea of the library providing for networking opportunities. 
They were actively seeking ways to collaborate and work with others. One 
independent worker sought out people in the library to network with, people to learn 
from. A woman who had just retired, suggested the library could facilitate 
connections for her, like high school tutoring, noting that the library offered the 
advantage of being a neutral safe public place for this to occur in. Observations in the 
library also reveal a number of casual social interactions, serendipitous meetings with 
other library users who shared the location of a book or information about a service 
the library offered. 
Technology: Opportunities and Barriers for ICT development 
 
Through the process of developing the Library Services Strategy Plan 2012 – 2017 for 
both the libraries in Canada Bay City Council (Concord and Five Dock Library) a 
number of key values were established. These included the vision of: ‘Bringing 
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people and knowledge together. The City of Canada Bay Library Service facilitates 
lifelong learning by connecting the community, collections, programs and technology. 
We will achieve this by enabling free access to information, sharing knowledge, 
providing inclusive and accessible services for all, improving the popular traditional 
services while adapting to innovations; striving to be ethically, financially, socially 
and environmentally sustainable as a resilient community resource, providing 
adaptable and flexible spaces and services, and reflecting and enhancing the culture 
of the City of Canada Bay.’ 
 
The Community Consultation Steering Committee was established to assist in the 
creation of the vision and the direction for the future of the library service. One of the 
key questions was the potential and possibility of employing new technology within 
the library. Some of the initial thoughts presented included:  
• the use of Library apps for mobile devices,  
• access to library from home via the Internet, 
• the use of social networking to drive local content delivery,  
• plus the use of technology within the library with opportunities such as roving 
reference with iPads or tablets.  
Others mentioned were podcasts of author talks and online interaction with authors 
after the events, the curation of a community newsfeed and library activities like 
reference requests. 
 
Providing links to reliable and localised information for the active technology users 
presented key opportunities envisaged for the library. The library has a role to provide, 
to curate, and support the production of local information or content. Another 
potential noted was a seamless and easy point of access across the library’s web and 
catalogues. 
 
The current use of technology within the Concord Library includes 30 public access 
PCs; wireless Internet access was installed in July 2011. At the time of the interviews 
there was no Wifi access in the library; the library has since responded by providing 
access across the Library. To date the limited use of social media has included Blogs 
and Flickr for the promotion of the local studies photograph collections. These have 
been supported with a digital image storage system; and access to the library's web 
pages via mobile device compatible formats is being developed. The library has 
offered computer training from time to time and some of the respondents mentioned 
attending these courses or a desire to do so.  
I still have an old fashioned Nokia phone so even these new phones devices 
and so on – a little training centre for luddites like me would be really 
interesting and helpful. I wouldn’t mind the opportunity in the library of 
actually being able to try out eBooks like the Kindle’ [P1].  
 
Being able to use some of the newer technologies in the library, was very appealing to 
some of the non-technology users who did not know much about it and had not seen 
its relevance to them. From the Libraries’ focus groups with young families it was 
suggested that iPads and videos could be made available for children to use within the 
library. 
 
In contrast, the library survey showed a high level of computer access across the local 
area. The majority of respondents (approximately 95%) had a computer or laptop 
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connected to the Internet, just under a third (28%) had smart phones, while 10% 
owned iPads or tablets. The data from the survey suggested that 29.8% of respondents 
said they visited the library to access computers and broadband. For 51% of the 
respondents the Internet was their main source of community information. There was 
also a high rate of use of both Email (88%) and Facebook (52%) used as a means of 
keeping in-touch. This varied significantly between age groups and suburbs. In 
contrast to these figures the library users interviewed within the library were generally 
not as interested in Internet usage.  
 
Amongst those interviewed all had mobile phones and used them to keep in contact 
with family and friends. Only three had smart phones, although there was another 
who was keen to try the technology and planned to upgrade with her next phone. 
Another was actively researching the best way to keep in contact with the emails for a 
trip around Australia that they were planning and looking at the smart phone as an 
option. 
 
The majority of the interviewees, being disinterested in social media technologies, 
provided an opportunity to consider the non-user in the Case Study context, here in 
Table 3 compared against Satchell and Dourish’s non-users of technology types 
discussed earlier. 
 
Table 3 Non-users of computer technology in Concord Interviews 
Non-user type Interviewee responses to the use of social media and smart 
phones 
Lagging adoption ‘I think the kids have leapfrogged us there, they have just gone 
straight to those smart phones and we are just playing catch-
up’ [P12].  
Active resistance ‘I don’t use those on principle, I sort of am from a generation 
where my life is shared with intimate friend and not with the big 
world.  
 
It is a conservation thing, having a modestly small footprint on 
the earth mentality that I have; that is – do not be greedy about 
space and that includes computer space, (also sharing photos). 
It comes into the same area as Facebook and twitter and 
triviality…. If the photo is about, you know just the banality and 
triviality of everyday stuff, there actually are more significant 
things to think about and apply your intelligence to rather than 
being distracted by the mundane.’ 
[P1]. 
Disenchantment ‘I don't see the need for it. I think these things are abused. You 
see the kids in the schools or on the train they use it and people 
everywhere you go now it is on their phone call and they just go 
like this [touching hand to indicate touch screen]’ [P10] 
Disenfranchisement Not evident in interviews 
Displacement  ‘My husband does all the banking online, he learnt, but I don’t 
use it myself’ [P13]. 
Disinterest ‘Maybe I won't, in the future perhaps I will try, but I am not 
very keen on computers’ [P9]. 
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Some of the key reasons given for not connecting through social media were: ‘it is all 
trivia’[P1]; ‘it’s a waste of time’ [P10]; ‘it is so unsecure’[P7]; ‘it’s a lot of 
unnecessary information’[P4]. 
 
There was a disconnection with Internet for some of the laggers. This was raised as an 
issue by some of the older interviewees, especially when it came to banking and other 
communications that increasingly depend on Internet connectivity. While some had 
attended library run courses, they were still experiencing difficulties. Others showed 
no interest in the current forms of technology, preferring newspapers and asking their 
trusted friends or librarians for information. Here the need for the library to bridge the 
digital divide became evident. The librarians were referred to as important sources of 
information. ‘They are people with the knowledge – they are our gurus if I want a 
book I come here or some information [P9]. 
 
Geographic boundaries to community 
 
It became evident throughout the interviews that geographic and political boundaries 
did not reflect the community drawn to the library. The practice of spatiality and 
belonging was more closely related to the friendships, accessibility and patterns of 
behaviour. More important than geography was a sense of personal ownership. 
Careful not to take the library for granted, several interviewees noted the use of the 
library was a privilege, especially those not of the Canada Bay Council area, for 
instance, a freelance worker who commented ‘this is not my library, I use it as pit 
stop between jobs’ [P5]. Those who were from outside the local government area did 
not necessarily feel the right to participate in the activities of the library or to connect 
with the community groups (except by invitation in the case of the knitters), some 
even felt limited to the café for this reason.  
 
Some of the women from the knitting group visited a different charity group, exercise 
club or social group every day of the week. Their practice was to invite friends along 
to other groups and through this process has essentially ‘cross pollinated’ their 
community networks and forged strong bonds between them. 
 
Discussion 
 
The inter-relationships between people, place and technology are evident in the 
Concord library setting, with potential to further connect these elements for the 
benefit of the community. The findings of the research assisted in developing an 
understanding of how links could be made within the Concord Library context. 
 
From the social perspective there was clear evidence of people using the library as a 
meeting place (Varheim 2009). Some were seeking to find more connections both 
locally and online (particularly in the case of the business people). The use of social 
media for connection with the library or others was absent from findings, the library 
users had much stronger social connections in the library as a physical place. The 
limited existing use of social media meant that there was little other evidence of a 
social media community. The Library can utilise the affordances of new technologies 
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like social media for enhancing community connections. The content of the social 
media needs to be relevant and move beyond the perceptions of triviality. It must 
provide valued information if it is to convert some of the existing laggers interviewed 
in this research. Furthering the social media or online connections for community 
would require dedicated staff time and a strategy to build this presence. 
 
High rates of computer ownership within the Concord area mean high rates of 
accessibility to technology. This can be leveraged to support the Library’s 
involvement in the development of technology tools and connections. Further 
research into utilising the affordances of social media and other ICT technology could 
be investigated within the Concord context and beyond.  
 
The layers of meaning within the Concord library were evident and some parts of the 
community have developed strong community ties, such as the knitting group. The 
Concord library operates as a community hub for many (Bryson et al 2003; Hayes & 
Morris 2005; Morris 2005) and for some of those it is their main link to the networked 
world. In the Concord context however, there is still approximately half of the 
population not directly linked to the local community through the library (48%). 
Exploring online methods of connecting with these missing community members may 
be warranted. The study identifies a need to create links to the online world for non-
technology users who may have strong community networks but weak digital links. 
 
The Library is ideally positioned within its community of users to facilitate social 
interaction on a local and global scale. As a repository of information and the 
knowledge of their specific community, the Concord Library has the opportunity to 
curate and make accessible that information both in a physical and digital space, to 
facilitate this interaction between people in community networks and information in a 
broader context. The role of libraries is far more than books (Buschman & Leckie 
2007; Griffis 2010), and the opportunity exists to increase the prominence of the 
library as a technology and community hub as society becomes increasingly digitally 
connected, especially in light of National Broadband Network developments across 
Australia. Further research into the creation of a data platform that utilises mobile 
technologies and the layering of information connected to physical place is required. 
 
The physical design of the Library plays a role in drawing people together in its 
public spaces. The study demonstrated Concord Library‘s role as a successful third 
place (Oldenburg 1989). Both formal and informal events and connections play a part 
in building community within this library as well as its physical design being both 
comfortable and inviting. The Concord library served many as an alternative place, 
and a refuge from everyday life or close confines of home or work, this finding was 
similar to Lincoln’s (2002) for academic libraries. The quiet space, that is separate 
from intimate relationships of family or home, along with the non-intrusiveness of the 
library as a public space, was highly valued in these instances. 
 
The development of strategic alliances with partner organisations is part of the 
Library’s Strategic plan to further develop community interaction and connectedness. 
The range and relationships will be specific to the library and the needs of its 
community. The library was seen to have a role in establishing relevant content and 
filtering unnecessary information for people, it was also seen as the place to go for 
information. This creates an ideal point of connection for multiple organisations, 
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government agencies and community groups to build their community connections 
through the existing connections of the library. These potential and existing alliances 
work in favour of both organisations, and maximise the use of the library as a 
resource. 
 
Creating visual and easy entry points to digital technology could improve access for 
the non-user of technology who is lagging or disenfranchised, displaced, or 
disinterested. Touch-screens, tablets and hands-on trialling could reduce the risk and 
fear of technology.  Establishing strategies and training for privacy and protection to 
assist some laggers to connect would reassure these non-users.  
 
The geography of community can be broad and sweep beyond the arbitrary local 
government lines. But ownership and sense of belonging is integral to engagement, 
those who felt like outsiders were less likely to engage. The perception amongst 
participants of what was allowable varied, so making the rules of use and access clear 
could promote further engagement.  
 
There was a willingness to collaborate and even potential for more collaborations if 
the library were to facilitate. The library was seen as a safe place to initiate such 
interactions especially inter–generationally, whether for homework help or for sharing 
skills such as knitting. Building on these collaborations could have strong social and 
cultural meaning within diverse communities.   
 
Conclusions 
 
Libraries hold a strong position within their local communities especially amongst 
their regular patrons. They are physical places to visit, providing interaction with 
others in the community and resources for learning or creating, this tangibility gives 
them an advantage over purely online environments. They serve the community, both 
those with high levels of technological literacy and those without.  The challenge for 
libraries is to effectively merge and leverage the position of people, place and 
technology interactions to provide meaning for community, relevance for technology 
and meaning in peoples’ lives. They are safe and trusted environments for a wide 
range of community members. 
 
As our society becomes more embedded in the digital knowledge economy, 
supporting both users and non-users of technology becomes a critical role for libraries. 
By providing local places, local information and local community they have the 
potential to be catalysts for local knowledge and technology growth within a digital 
society. The medium for knowledge collection has evolved, but the role of libraries as 
repositories of community knowledge (Church 2009) is still as relevant as 6000 years 
ago. 
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